technical excellence is important in ensuring reliable processes of care, we should never overlook interpersonal excellence -care provided humanely, with patients and their preferences taken into account. An empathetic, participatory patient-healthcare worker interaction was mentioned decades ago by Avedis Donabedian as a key part of process improvement and it must remain at the heart of how we deliver health care today. Marrying these two aspects of process improvement, technical and interpersonal excellence, remains so important in improving the trust and understanding between patients and healthcare workers.
I have already emphasised that patients see and hear everything that goes on and while patient involvement in feedback while they are actually receiving care can be challenging, it can also be achieved in a way that makes them and healthcare workers feel positive about the feedback experience, makes them feel together in improving patient centred care. So again, let's take the opportunity to do this when implementing guidance such as EPIC 3; what aspects might you plan to engage patient feedback in when enhancing the standards of, for example, intravenous care? And while hand hygiene might not always be the only thing that can keep patients safe and enhance their healthcare experience, it is an overall quality indicator; there is no doubt about that. Let's work to help patients see the importance of hand hygiene at the point of care, within the context of overall care; it should not be a distraction to other aspects of care, like a caring touch, but it is a powerful action if done at the right times -a powerful action that shows we care and that we want to protect the patients from alien microbes entering and invading their bodies.
Providing patient centred care, and what that means for each and every one of us will not always be easy at this point in time but it is what we should all be striving for; to listen, to absorb, to act -act for change, for every single patient experience. I thank my colleagues for speaking out in this journal issue; it is a brave move and we in IPS are being leaders by publishing these types of articles, while we are only truly leaders if we are willing to change today, tomorrow, each day in the interests of our patients.
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